@D Vedicaid HMOs

A Report Card for Consumers

Decide which HMO is
best for you and your
family.

Everyone has different
health needs.

All HMOs are not alike.

This report card shows how Medicaid
HMO members rated their HMOs in a
survey in 1998.

Find out how your HMO rates in:

Quality of service
How easy it is to get care
How they treat their enrollees
Member satisfaction
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July, 1999



H About this report card

If youliveinDavis, Salt Lake, Utah or Weber
County and haveMedicaid, you probably have
anHM O: Health M aintenance Organization.

Thisreport card compares how the members of
Medicaid HM Os say they were served last year.
You have the right to high quality health care
from your HMO and your doctor. Use this
guideto choosethe HM O plan that best meets
your needs.

Y oumakeavery important decisionwhenyou
choosean HMO. ThisHMO report card shows
you someof thethingsMedicaid|earned about
theHM Osfrom Medicaid HM O members.

What is this report card about?

Q Pages4-10tell youwhat Medicaild HMO
memberssaid about their HM O plans.

O Pagesll-13haveinformationgatheredfrom
health carerecords of member visitsto an
HMOdoctor.

O Pagel5isalistof useful numberstocall for
moreinfomation.

Where does thisinformation come from?

Utah’s 1998 HM O Member Satisfaction Survey
From June to October, 1998, Medicaid HMO members
were called and asked questions about their health care,
doctor and HMO. This survey was done by DataStat, an
independent firm.

HMOQO’s 1997 HEDIS Performance Measures
Cancer screenings, well-child visits and childhood
immunizations are a few examples of HEDIS
measures. The percentage of HMO patients receiving
those preventive services reflect the overall
“performance” of an HMO. HMOs use their health
care record information to report the data and outside
auditors check the data for accuracy and approve or
reject the report.

Which HMOs can | choose from in the
state of Utah?

See page 14 for HMOs available in your county.

Q AFC (American Family Care)

Altius (wasPacifiCare)

Healthy U (university Health Network)

IHC AcCesSs (Intermountain Health Care)
United MedChoice (United Health Care of Utah)
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How do Medicaid HMOs work?

O Medicaidprovideshealthinsurancefor
eligiblepeoplewhodonot havehealth
Insurance.

O MedicaidcontractswithHMOsto cover
most M edicaid benefits (seepage 15 for
M edicaid benefitsnot covered by HM Os).

Q EachHMO contractswith certain doctors
and hospitalswho work together to provide
health care to the members of the HMO.

How do | choose or change my HMO?

Q Askyour HPR (Health Program
Representative) how todothis.

Q Fillinthechecklist on page 14 of thisreport
card to help you choose or change your
HMO.

This report card was written by the Utah
Department of Health, Division of Health Care
Financing, Bureau of Managed Health Care and the
Office of Health Care Statistics. Collection of data
was a cooperative effort of the Utah Department of
Health and Utah's HMOs.

All information in this report has been checked for
accuracy by organizations which are independent of
the Utah Department of Health and the HMOs.

For additional copies of this report card call the
Office of Health Care Statistics at (801) 538-7048.

You have the right to get medical care regardless of your race,
color, nationality, disability, age, sex, or religion. If you feel
you have been treated unfairly or discriminated against for any
reason, call your HMO and ask to speak with the Civil Rights
Coordinator.
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A quick look at how the
plans compare

Over 2,000 Medicaid HMO Members had no problem: Members said they:
members were called and

asked questions by an
independent survey
company. Here are
some of the things
they said....

AFC

American Family Care
Altius
Healthy U
IHC Access
United

MedChoice

for details see:

\sl\tlgrast g‘:an Better than other HMOs EEEEE  About the same as other HMOs EE = Worse than other HMOs =




Results from Utah’'s 1998 Medicaid Member Satisfaction Survey

Getting the Care You Need

Were there problems getting needed
health care?

Thisgraph showsthe percent of Medicaid
HM O memberswho said they did not have
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e a problem getting needed health care.

O Utah Medicaid

@) HMO Average 87%
AFC

H (American Family Care) 87%

% Altius 87%

()] Healthy U 89%

o IHC A 89%

O ccess o

< United MedChoice 86%
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Details of member responses for all Utah
Medicaid HM Os:

87% said they did not have a problem
getting needed health care (see top bar of

graph).

» 10% said they had a small problem
getting needed health care.

» 3% said they had a big problem getting
needed health care.

87% of Medicaid HMO
members said they did not
have a problem getting
needed health care.

Getting Care Without Delay
Were there problems with delays in
getting needed care while waiting
for approval from your HMO?

Thisgraph showsthe percent of Medicaid
HMO memberswho said they did not have
aproblem with delaysin getting needed
care.

Utah Medicaid
HMO Average

AFC 80%

(American Family Care)

Altius

85%

82%
Healthy U 87%

IHC Access 85%

United MedChoice
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Details of member responses for all Utah
Medicaid HMOs:

» 85% said they did not have a problem
with delays in getting needed care (see top
bar of graph).

* 11% said they had a small problem with
delays in getting needed care.

* 4% said they had a big problem with
delays in getting needed care.

85% of Medicaid HMO
members said they did not
have a problem with delays
in getting needed care.



Results from Utah’'s 1998 Medicaid Member Satisfaction Survey

Rating of Health Care

Received
How do you rate the health care
you received on a scale of 0 to 10?

@  Thisgraph showshow Medicaid HMO
E membersrated the health carethey received
O on ascaleof 0to 10 (10 isthe best
— possible).
@)
b Utah Medicaid
— HMO Average 8.7
m (American FamiI;ACFag) 8.8
: Altius 8.4
O Healthy U 8.6
E IHC Access 8.5
United MedChoice 8.6
5 6 7 8 5 10
worse better

Details of member responses for all Utah
Medicaid HMOs:

* 70% rated their health care 9 or 10.
*  20% rated their health care 7 or 8.

* 7% rated their health care 5 or 6.

* 1% rated their health care 3 or 4.

* 1% rated their health care O, 1 or 2.

The average Medicaid
HMO member rated the
health care received 8.7

on a scale of 0 to 10.
(10 is the best possible.)

Rating of HMO

How do you rate your HMO on a
scale of 0 to 107?

This graph shows how Medicaid HMO

membersrated their HMO on ascale of 0 to
10 (10isthe best possible).

Utah Medicaid

HMO Average 8.3
AFC
(American Family Care) 8.3
Altius 8.1
Healthy U 8.2
IHC Access 8.4
United MedChoice 8.4
5 6 7 8 510
worse better

Details of member responses for all Utah
Medicaid HMOs:

e 55% rated their HMO a 9 or 10.
* 31% rated their HMO 7 or 8.

e 10% rated their HMO 5 or 6.

e 3% rated their HMO 3 or 4.

e 1% rated their HMO O, 1 or 2.
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The average Medicaid
HMO member rated
his/her HMO as 8.3

on a scale of 0 to 10.
(10 is the best possible.)



Results from Utah’'s 1998 Medicaid Member Satisfaction Survey

Results of the 1997 HEDIS measures

Satisfaction with HMO

All things considered, how
satisfied were you with your HMO?

Thisgraph showsthe percent of Medicaid
HMO memberswho said they were
completely or very satisfied with their
HMO.

Utah Medicaid
HMO Average
AFC

(American Family Care)

Altius 69%

79%

7%
Healthy U 74%
IHC Access 82%

81%
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80% 100%

United MedChoice
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Detailsof member responsesfor all Utah Medic-
aidHMOs:

e 79% said they were completely satisfied or
very satisfied with their HM O (see top bar of

graph).

*  15% said they were somewhat satisfied with
their HMO.

» 1% said they wereneither satisfied nor
dissatisfied with their HMO.

* 4% said they were somewhat dissatisfied, very
dissatisfied or completely dissatisfied with
their HMO.

79% of Medicaid HMO
members said they were
completely or very satisfied
with their HMO.

The previous section came from what
members of Utah Medicaid HMOs said about
their HMO. This section comes from actual
health care records about services received.

L
HEDI S stands for Health Plan Employer m
Data and I nformation Set. O
* You can use HEDIS to compare HMOs n
on how well they provide services that 5
prevent illness. ="
. . . O
* HEDISisdesigned to compare HMOs in -
the United States. HMOs follow strict 3
guidelinesfrom HEDIS in reporting these Q
health services. Independent auditors -+
review and approve or reject the HMOs' e
reports. -
Cancer Screening |Well Child Visits
Child | Adolescert
Breast |Cervical 3-6 12-20
Utah Medicaid 47% 49% 50% 29%
HMO Average
Utah Non-Medicaid 65% 61% 42% 21%
HMO Average
Altius/Pacificare 41% 29% 59% 28%
IHC Access 53% 60% 51% 36%
United MedChoice 40% 41% 44% 19%
US National Average 71% 71%

Missing HM Os: Information for 1997 was reported in late
1998. It is the most recent HEDIS information available.
Healthy U and American Family Care began accepting
Medicaid membersin 1998 and do not have any 1997 HEDIS
data to report.

Low scores may mean that the members did not want to have a
test and may not mean that providers gave low quality care.



Results of the 1997 HEDIS measures

E Women’s health

Breast Cancer Screening
Percentage of women ages 52 through 69 in
Utah Medicaid HMOs who had
mammograms (breast x-rays) within the
last two years

This graph shows that |ess than half of women patients in
Utah Medicaid HM Os between the ages of 52 and 69 had
mammograms. The rate was 65% in Utah Non-Medicaid
HMOs within the last two years.

Utah Medicaid

47%
HMO Average

Altius/Pacificare 41%
IHC Access 53%
United Medchoice 40%
0% 20%  40%  60%  B0%  100%
worse better

Cervical Cancer Screening
Percentage of women ages 21 through

64 in Utah Medicaid HMOs who had a Pap
smear (test for cervical cancer) within the
last three years

This graph shows that |ess than half of women patientsin
Medicaid HMOs in Utah had a Pap smear. The rate was
61% in Utah Non-Medicaid HMOs within the last three
years. Current guidelines recommend that adult women
have a Pap smear to screen for cervical cancer every three
years. Early detection of the disease prevents deaths.

Utah Medicaid

49%
HMO Average °

Altius/Pacificare

IHC Access 60%

United Medchoice 41%

40% 60% 80% 100%
worse better
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Well-Child Visits for Children
Percentage of children ages 3 through 6 in

Utah Medicaid HMOs who had at least one
well-child check-up in 1997

This graph shows that about half of children in Utah O
Medicaid HMOs had at least one well-child check-up in )
1997. The rate was 42% in Utah Non-Medicaid HMOs. At —
a checkup, your child’s doctor can update immunizations o
and track your child's growth and development. The
American Academy of Pediatrics recommends yearly PR,
checkups for children from 3 to 6 years old. Medicaid )
HMOs pay for well-child exams (CHEC- Child Health -
Evaluation and Care) from birth through age 20. m"
ah Medicai j
l:itM%N/!\viragg 50% (‘D
Altius/Pacificare 59% 2
~+
IHC Access 51% j
United MedChoice : : 44% I I I
0% 20% 40% 60% 80% 100%
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Adolescent Well-Care Visits

Percentage of adolescents, ages 12 through
20 in Utah Medicaid HMOs who had at
least one check-up in 1997

Only 29% of adolescents in Utah Medicaid HMOs had a
well-carevisitin 1997. Only 21% of adolescents had a
well-care visit in Utah Non-Medicaid HMOs. A well-care
visitisagood way for your teens to get preventive care.
The physician can also help you monitor the physical,
emotional, and social development of your teen.

Utah Medicaid

HMO Average 29%

Altius/Pacificare 28%
IHC Access 36%
United MedChoice 19%

0% 20% 40% 60% 80% 100%
worse better



HMO Customer Service I
o
it AFC (American Family Care) 1-888-483-0760 C
(=}
Altius 801-323-6200 or U)
~ 1-800-377-4161 )]
- *
2 Healthy U 1-888-271-5870 C
(o 0]
@ ° IHC Access 1-800-442-9023 -
x~ -
8 2 United MedChoice 801-944-7010 or ©
2 1-800-401-0666 Y
2 o 0o
S 2 For information about choosing or changing your Medicaid HMO, 3
c call the Bureau of Managed Health Care at 801-538-6358 or
=) E - your HPR (Health Program Representative). (D
2 S - ; ; — -
—_— K a For more information about Medicaid -
Iy, E - Benefits not covered by HMOs call: 3
=)
O = 2 Medicaid Information Line 1-800-662-9651
Pharmacy Information or 1-801-538-6155 | O
G) g Dental Information (D
c . © Chiropractic Information
U g = Taxi, Flextrans (special approval needed) a
s Bus Passes Call your eligibility worker
“;’ For Mental Health Services call:
3
1
o
7]
7
@]
P
I
L
Q2
L
=

0 ce o e . Davis County - Davis Mental Health 801-451-7799
S2” ¢ - o Z o I oL Bountiful Outpatient Clinic (24 hrs) 801-298-3446
ICQL |guxs| §2 |oxXc|ox<s|o;8 Layton Outpatient Clinic (24 hrs) 801-773-7060
.:'gﬁm g%ﬂﬁ =3 _HE S8 ﬁ';,_,
= 253 |3°% °l 50 |3 = °le = 2 (248 3 Salt Lake County - Valley Mental Health
= &> n @ 20 20 North Valley Clinic 801-539-7000
West Valley Clinic 801-967-4405
South Valley Clinic 801-566-4423
East Valley Clinic 801-264-2315
& ° S 24 Hour Crisis Line 801-483-5444
o (2}
% © S s Utah County - Wasatch Mental Health 801-373-4760
. > o IR 24 Hour Crisis Line 801-373-3793
£ @ T | E
e £ = @ § S Weber County - Weber Mental Health 801-625-3700
@) < - 8 = 24 Hour Crisis Line 801-625-3700
2 ) = < o
=>| os| 2 £ S |2
w £ = g O = o
I << | < T T =1

Utah Department of Health

M-F 8 am - 5 pm

Check Your Health Hotline 1-888-222-2542
Health-related information and referral M-F, 8 am - 5 pm
- 0 c Baby Your Baby Hotline 1-800-826-9662
S0 o Prenatal and Child Health Care Info M-F 8 am - 5 pm
o
82 w CHIP 1-888-222-2542
© T E Children’s Health Insurance Program M-F 8 am - 5 pm
c .
=2 £ Immunize by Two 1-800-275-0659
6o =
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decide which
HMO to

can help you
choose.
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Bureau of Managed Health Care
288 North 1460 West, 3rd Floor
P.O. Box 143108

Salt Lake City, Utah 84114-3108
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